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Bendel Communications International

• Results-oriented marketing solutions for destinations, hotels

and tour operators worldwide

• Team of senior professionals in PR, marketing, branding, media coaching,

partnership marketing and communications strategy

• Founder was part of the original I Love NY team

• 25 years heading the tourism practice at DCI, the leader in marketing places

• Worked with more than 50 countries, states, CVBs, regions and Chambers of 
Commerce since 1985

www.BendelCommunications.com

Peggy@BendelCommunications.com

http://www.bendelcommunicationsintl.com/


Our Client Experience 



What IS a Crisis?

Both danger – and    
opportunity, according 

to traditional Chinese 
wisdom



What IS a Crisis?

• Hurricane Hugo, USVI 1989
• South Africa in 1993 and beyond
• Oklahoma City, April 19, 1995
• Hotel Murder/Suicide, July 1997
• 9/11/01
• SARS 2003
• Hurricane Katrina 2005-present
• Economic downturn
• H1N1 Virus
• Meetings at Resorts
• SB 1070 Boycott



1. Don’t panic!

And don‘t appear panicked or
uncertain in front of your staff, your 
boss or client – or the media. 



2.  Gather Your Team, 
Launch Your Plan

The most important element of any plan is your 
Contact list: 

– Who does what?

– Where do I find them 

(even if the power is out 

and it’s Sunday)?





3. Know which crisis is yours

9/11
Different aspects of the same crisis in 
New York, in Washington, in Texas, in 
the Berkshires and Boston…



4. Be proactive

• Don’t wait for the media to call 
you: they may find another source, 
and you may not agree with their 
choice

• Issue a factual statement, include 
24/7 contact information, and 
name/title of spokesperson



Be Prepared with 
Background/Talking Points

• Business travel creates 2.4 million jobs. Meetings and events are 
directly responsible for 1 million American jobs.

• Business travel accounts for $240 billion in spending and $39 billion in 
tax revenue at the federal, state, and local levels.

• The U.S. Travel Association estimates that 200,000 travel jobs were lost 
in 2008 and expects another 247,000 to be lost in 2009.

• Each meeting and event traveler spends an average of $1,000 per trip.
• A new study shows that 87% of Americans who have attended an out-

of-town meeting or convention for work say it is important to running a 
strong business.



5. Make the power of the  
Internet/new media work for you

•Launch your site‘s shadow crisis page, 
Twitter account and Intranet

•Tweet when there is news, but no less than 
once daily

•Indicate time/date of current - and next –
update

•Work your social media network, on 
LinkedIn, Facebook, Plaxo, etc.



POWER OF ONE



6. Continually monitor media coverage

• Correct factual errors promptly, calmly and 
courteously, because ―Now is forever.‖ Be part 
of the dialog: if you are not, you are tacitly 
agreeing with the story.

• Check twitter, CNN/MSN web sites, search 
engines i.e. Google - and blogs. ―Us‖ with cell 
phone cameras are today‘s ―news crew‖

• Everything is archived, to be called up on 
anniversaries, when there is a similar crisis, 
and whenever curiosity hits!



BLACKSBURG, Va. — One year after a disturbed student killed 32 
people and himself, Virginia Tech appears as tranquil as ever. A 
day before the anniversary of the massacre, students wearing 
their signature orange Hokie sweatshirts strolled on a rolling 
green quad 

Va. Tech more secure a year after massacre



The New York Times
August 27, 2010

NEW ORLEANS — This city, not that long ago, appeared to be lost.
Only five years have passed since corpses were floating through 
the streets, since hundreds of thousands of survivors sat in hotel 
rooms and shelters and the homes of relatives, learning from news 
footage that they were among the ranks of the homeless.

http://www.nytimes.com/adx/bin/adx_click.html?type=goto&opzn&page=www.nytimes.com/yr/mo/day/us&pos=Frame4A&sn2=49a9ec0b/60172910&sn1=a4b2444f/c8e8aee3&camp=foxsearch2010_emailtools_1225555c_nyt5&ad=127Hours_120x60_Now&goto=www.foxsearchlight.com/127hours
http://www.nytimes.com/adx/bin/adx_click.html?type=goto&opzn&page=www.nytimes.com/yr/mo/day/us&pos=Frame4A&sn2=49a9ec0b/60172910&sn1=a4b2444f/c8e8aee3&camp=foxsearch2010_emailtools_1225555c_nyt5&ad=127Hours_120x60_Now&goto=www.foxsearchlight.com/127hours




7. Be consistent

• Use the same spokesperson, if 
possible

• Hold briefings/issue statements on a 
schedule (daily, AM/PM, hourly)

• Release information to all media 
simultaneously



Crisis OVER!

• Breathe sigh of relief

• High-five your team

• Go home and get some sleep

• Update your Crisis Communications 
Plan -NOW!!!



Crisis Communications “To Do’s”

• Videotaped media training is a MUST 
for every spokesperson

• Annually: 
– Review your ‗what if?‘ scenarios

– Review your communications team

• Semiannually: Update your contact 
list and distribute to all team members



In-House Team or Outside PR Firm?

Ideally, both!

In-house team: Knows the landscape 
and the players

Outside firm: Broad crisis experience, 
strong media contacts

If no full-time firm, choose a partner 
and establish a relationship NOW



Communicate, communicate, 

communicate!

External/Product

• Key brand messages

• New developments and 

product

• Trends

• Characters/stories

Internal/Organizational

• Key accomplishments

• Key personnel changes

• Key accomplishments

• Needed legislation or positions

• Personalities/stories

Always address
“What does it mean to me?“

(consumer, meeting planner, politician, meeting planner, journalist)



Leverage the Power of Many

• Recognize that few legislators understand the 
tourism industry

• Even fewer members of the public do so
• Repetition of key messages essential
• Work with the Arizona Tourism Alliance, 

AzHLA, AzOT, local CVBs, AZ Restaurant Assn, 
US Travel Assn and other industry 
organizations 

• Mobilize supporters within and outside the 
industry: Rotary, Chambers of Commerce



Thank you!

www.BendelCommunications.com

Arizona*New York *California*Washington*London
*North Carolina*Oregon*Sydney

http://www.bendelcommunications.com/

